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ABSTRACT 
EFFECTIVE PROPERTY MANAGEMENT A TOOL FOR 
SUSTAINABLE SOCIAL HOUSING INSTITUTIONS 
This dissertation proposes to develop a procedure for effective property 
management that ensures sustainable social housing institutions. The social 
housing institution is a relatively new concept in South Africa. This industry 
experiences many problems that include poor relationship management and 
the lack of tenant participation. 
This research has shown that effective property management practices 
alleviate certain of these restrictions of social housing. The solution of the 
dissertation is based on a procedure that follows five stages. 
This dissertation recommends that end-user education be investigated in 
further detail. 
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CHAPTER! 
INTRODUCTION 
1.1 INTRODUCTION 
One of the fundamental political, social and basic needs in South Africa at 
present is the provision of sufficient and affordable housing. These 
problems create a major dilemma and need to be addressed urgently. A 
recent development in this regard is the introduction of housing institutions 
as an option to address the housing problem. These housing institutions 
provide housing under the ambit of social housing, the main theme of 
research of this study. The Housing Institutions Development Fund defines 
a housing institution as the following [37]: 
"A housing institution is a company, co-operative, or communal property 
association that provides housing to residents on a rental, instalment sale, 
or co-ownership basis. Normally, housing institutions access the 
government's institutional subsidy for this purpose. " 
Various institutions have entered the field of social housing and are 
commonly referred to as social housing institutions (SHis ). Cope Housing 
Association and First Metropolitan Housing Association are examples of 
SHis. The participation of these role players, associated with certain 
problems, which will be highlighted, in the housing market, emphasizes the 
need for clear guidelines to manage social housing. 
The Social Housing Foundation (SHF) was established in 1997 as a section 
21 company with a mandate from the South African government to develop 
and build capacity for social housing institutions, and to develop a policy 
framework for the social housing sector. A more detailed description of the 
South African social housing sector will be given in chapter 2. 
The Social Housing Foundation [7] defines social housing as the following: 
"Social housing promotes quality of life and the integration of communities 
by providing affordable, high standard, subsidised housing with the added 
benefit of regenerating the area where the housing stock is located. The 
process is managed by viable and sustainable, independent institutions, 
which encourage the participation of residents in managing their own 
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communities. Social housing is aimed at low-to-middle income families and 
takes account of a wide variety of forms of tenure. It excludes immediate 
individual ownership. " 
The Housing Institutions Development Fund [3 7] also supports this with the 
following definition: 
"Residents are usually involved in the management of the institutions and 
the housing stock. The degree of residents involvement depends on the 
nature of the institution. " 
From this it is evident that the focus is on low to middle income housing 
provision. It is also important to assess the purpose of social housing. The 
purpose of social housing, according to the Social Housing Foundation [7], 
is the following: 
"The core intention of social housing is to provide low-to-moderate income 
households with an affordable housing option. This embraces a range of 
other services, which provide community development and empowerment 
benefits, and promote a lifestyle, which is conducive to community living. 
Social housing is distinct from other forms of low-to-moderate-income 
housing, as it involves the residents in the ongoing management of their 
housing." 
One important component of social housing relates to the management of the 
housing units. This is also emphasized by Griffin [ 11] with the statement 
that falling rents and rising vacancy rates find building owners and lenders 
all struggling to maintain the bottom line and, in order to do so, they are 
placing more emphasis on operations and property management. It is clear 
that management tools are required to comply with this aspect of social 
housing. The problem statement of this research is to develop an effective 
property management tool for sustainable social housing institutions. 
It is thus important to manage these institutions and their housing stock 
effectively to be sustainable. It is crucial that these institutions must be 
sustainable from inception. 
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According to the SHF [7] the elements of sustainability can be divided into 
five categories: 
• Strategic management 
• Efficient and effective governance 
• Sound policies 
• Being financially viable 
• Enjoying a supportive environment 
Effective property management addresses nearly all the abovementioned 
issues. This statement is further supported by Kyle and Baird [1] with their 
view that property management is emerging as a managerial science and 
property managers must be well acquainted with the knowledge, 
communication skills and technical expertise needed to be dynamic decision 
makers. They further state that property managers may be called upon to act 
as market analysts, advertising executives, salespeople, accountants or even 
maintenance engineers. It is even more important for social housing 
institutions since its residents and property are its most important resources. 
One of the problems experienced by social housing institutions, is that staff 
is inexperienced in property management. SHis need guidelines to enable 
them to manage their housing stock effectively. 
1.2 HISTORICAL PERSPECTIVE 
It is important to give a brief overview of historical perspectives of housing 
provisions in South Africa. The development of social housing in South 
Africa can broadly be distinguished in four time periods: 
• The 1920's to 1940's 
• The 1940's to 1960's 
• The 1960's to 1993 
• 1993 onwards 
Social housing is not entirely new to South Africa. It started as early as the 
1920's when it was introduced to address poverty, which had been caused by 
the result of World War One. During the years social housing have always 
been present but it came in different forms and had different purposes. 
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Between the 1940's and 1960's the government introduced the provision of 
public, race-based rental housing. These housing options were the 
forerunner of social housing, as we know it today, except that today it is 
non-racial. 
In the 1960's there was such a need for adequate housing that the 
Department of Community Development was established on 1 April 1964. 
The Prime Minister at the time, Dr H F V erwoerd commissioned this 
department with the following words [31]: 
"It must provide for and assist in proper settlement and housing of all 
population groups, the development of sound communities and the removal 
by way of slum clearance and urban renewal, of poor conditions impending 
proper community development. " 
During 1966 the Housing Act (Act 4 of 1966) was introduced which 
conferred on the Department of Community Development the authority to 
provide housing and finance for housing for all population groups in South 
Africa. Many of the informal rental arrangements emerging in the form of 
backyard shacks and informal settlements which proliferated around South 
Africa's cities since the late 1970s also contained elements of social 
housing. 
According to the SHF [ 4 7] the role of social housing in addressing the 
current housing crisis has been gaining in prominence since 1993. The 
catalyst was the Seven Buildings Project in Johannesburg, in which tenants 
of seven inner-city buildings made an offer to their common landlord, to buy 
the buildings in which they lived. Their efforts to address their own 
situation started a debate, which resulted in the promulgation of the 
institutional subsidy scheme. This led to a further demand for purchasing 
inner city housing on the basis of collective ownership. Local authorities 
also had a need to address the housing challenge in their local areas, in terms 
of the provisions of the Housing Act (Act 107 Of 1997). These factors 
recently led to a sharp focus in the social housing debate. 
Although the focus of this dissertation is on social housing in South Africa it 
is also important to give a historical perspective on international issues of 
social housing. The main focus of social housing policies internationally is 
urban regeneration as stated by the SHF [28]. British housing association, 
introduced as part of the 197 4 Housing Act, was seen as a way of helping to 
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preserve inner city neighbourhoods. All social housing is aimed at low-
income households, filling the gap between pure rental and individual 
ownership. The international experience clearly states the importance of 
government investment in the institutions. In the Netherlands, the industry 
has been going since 1851 and in the UK just as long. Institutions 
established more than 100 years ago still exist and provide housing for the 
working poor. 
However important the historical perspective, the focus of this dissertation 
will be on that of the current social housing issues in South Africa. 
1.3 THE PROBLEM STATEMENT AND RESEARCH OBJECTIVES 
In the introduction some issues were highlighted. The historical perspective 
of housing in South Africa re-emphasized the need for sustainable social 
housing. It is evident that the process of social housing needs to be properly 
managed in order to secure a sustainable future for housing in South Africa. 
SHis are currently experiencing problems managing their housing stock, 
resulting in problems with the tenants. 
The problem statement of the study is: Effective property management a tool 
for sustainable social housing institutions. 
The following hypothesis is proposed: Social Housing Institutions can be 
sustainable if effective property management techniques are applied. In 
order to prove the hypothesis a sound approach to property management and 
its sustainability must be developed. The rationale will be a three-tier 
approach. 
In the context of this dissertation namely, effective property management a 
tool for sustainable social housing institutions, some key issues are 
identified. These are: 
• To evaluate social housing within the South African context. This 
means that the purpose of social housing and problems experienced 
will be discussed. It is further required to discuss its potential role to 
alleviate the housing backlog. To achieve this it required analysing 
the status quo of social housing in detail. 
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• To define the term sustainability within the context of social housing. 
This implies sustainability will be analysed, and its relation to the 
social housing sector. To achieve this it is required to provide an 
appropriate definition within the context of this study. 
• To focus on property management within social housing. This 
highlights the importance of effective property management. To 
achieve this it is required to develop appropriate property 
management practices within the social housing sector. 
This research project will assess the applicability of this work in a South 
African context and determine the applicability to SHis. 
1.4 BENEFITS OF THIS STUDY 
Until now very limited research on effective property management in SHI 
has been done in South Africa, subsequently highlighting the importance of 
this study. The term "social housing" is now only being recognised in South 
Africa and the Social Housing Bill will only be passed during 2002. 
The importance of this study is further highlighted in the "Declaration of 
Commitment of The Housing Accord" [29] signed by representatives of all 
sectors of the South African society at Botshabelo on 24th October 1994. 
The Housing Accord clearly states the following: 
"In order to meet the housing challenge, government aims to establish a 
sustainable housing process which will eventually enable all South Africans 
to secure housing within a safe and healthy environment and within viable 
communities in a manner which contributes positively to a non-racial, non-
sexist, democratic and integrated society". 
The term "Property Management" is well known in the property industry but 
its applicability in the social housing environment in South Africa is fairly 
unknown. 
Lastly it can be stated that the various stakeholders in the social housing 
market can use the findings of the approach developed by this research as an 
effective tool for property management. 
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1.5 RESEARCH METHODOLOGY 
Leedy [25] states that the core concept underlying all research IS its 
methodology. Research methodology has two functions namely: 
• To control and dictate the acquisition of data 
• To correlate the data after acquisition and extract meaningfulness 
from it 
The demarcation of the study comprises the theoretical and geographical 
demarcation. The theoretical demarcation will only focus on property 
management within the residential/housing environment. Other sectors, 
such as commercial and industrial, will not receive attention. With regard to 
geographical demarcation the focus is on South Africa. Where appropriate 
however, international information will be analysed and discussed. 
The information of this study will be obtained in two ways. Firstly the 
methodology comprises mainly a literature investigation. This approach will 
follow a detailed literature survey of relevant studies and or research 
undertaken on social housing institutions and sustainable property 
management. Secondly a questionnaire will also be developed and sent to 
end-users. 
The methodology follows a three-tier approach whereby social housing, 
sustainability and property management will be analysed within the context 
of this study. This is required to achieve the main objective of this study. 
Finally the findings and conclusions including the formulation of applicable 
recommendations will be made. 
The section on the discussion of the secondary objective will primarily be a 
literature study. This will consist of a theoretical evaluation of the issues 
applicable to the evaluation of property management within the social 
housing sector. Aspects relevant to the evaluation of property management 
within the social housing sector will receive attention. 
The last section on the findings and conclusions will be a critical assessment 
of current proposed methods of property management within the social 
housing environment. It will also make applicable recommendations on the 
way forward for effective property management as a tool for sustainable 
social housing institutions. 
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The above methodology should form a sound basis for the establishment of a 
method, which will address the problem statement of this dissertation. 
1.6 CHAPTER OUTLINE 
The chapter outline is envisaged to be as follows: 
Chapter 1: Introduction - As discussed in this chapter. 
Chapter 2: Social housing in South Africa- This chapter will explain 
aspects relevant to social housing. The purpose of social housing, problems 
experienced, the current status as well as progress made will be discussed. 
The potential role of social housing to alleviate the housing crisis will also 
be discussed. 
Chapter 3: Sustainability and social housing - This chapter will analyse 
sustainability and its importance within the social housing sector. 
Chapter 4: Property management in social housing- This chapter will 
focus on the importance of effective property management. The different 
components of property management will also be analysed and discussed. 
Chapter 5: Findings - The findings of an end-user survey will be 
presented and interpreted. An agenda for reform to ensure effective property 
management in social housing will be formulated. 
Chapter 6: Conclusions - Final conclusions of the study as well as 
recommendations will be formulated. Reference to future research will also 
be made. 
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CHAPTER2 
SOCIAL HOUSING IN SOUTH AFRICA 
2.1 INTRODUCTION 
Chapter 1 gave an introduction to social housing in South Africa as well as a 
historical perspective. This chapter will elaborate on social housing in South 
Africa. The purpose of social housing and problems experienced will also 
be discussed. The potential role of social housing for alleviating the housing 
crisis in South Africa will also be highlighted. To achieve this it is required 
to analyse the status quo of social housing, in South Africa, in more detail. 
2.2 DESCRIPTION OF SOCIAL HOUSING 
In order to understand social housing it is required to define social housing 
in a South African context. Social housing was defined in chapter 1 (see 
paragraph 1.1 ). The description of social housing can be further divided into 
three categories, namely: 
• the social housing approach 
• the social housing product 
• the social housing institution 
These three categories are described by the SHF [7] as the following: 
The social housing approach: 
• is based on a long term commitment on the part of the social housing 
institution and residents of the social housing stock to the provision of 
housing on a sustainable basis; 
• involves residents in the financing and management of their housing 
and living conditions in a meaningful and empowering way; 
• provides a framework which empowers residents to exercise their 
rights and facilitates them in meeting their responsibilities in respect 
of their housing situation and 
• addresses to the extent possible, residents, broader, "quality of life" 
needs beyond the housing in which they reside. 
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The social housing approach illustrates the importance of the partnership 
between the residents and the housing institution. It also highlights the 
importance of sustainable housing provision and the involvement of both the 
residents and housing institution in reaching this goal. 
The social housing product: 
• is primarily residential housing; 
• is affordable to and targeted at low and moderate income earners; 
• is subsidised with the government's capital subsidy (usually the 
institutional subsidy mechanism); 
• is built to suitable quality standards; 
• provides secure tenure to its residents, on either a rental or ownership 
basis and 
• is well or suitably located in terms of its access to social amenities, 
economic opportunities and existing social networks, as defined by 
members in terms of either their urban or rural context. 
The description of the social housing product clearly states that it is 
residential housing aimed at the low- to moderate-income households. It is 
not free housing. The quality of the product is also important because the 
end-users want value for their money. 
The social housing institution: 
• is legally constituted and registered in terms of applicable legislation; 
• is financially viable and sustainable in the long term, having the 
capacity to manage its finances or manage contracts outsourcing key 
administrative functions; 
• is structured in such a way as to demonstrate its long term 
commitment to the provision of a housing and quality of life solution 
for its residents; 
• provides for meaningful community participation, incorporating 
residents as key stakeholders with legal rights in terms of how it 
undertakes its activities; 
• is committed to and provides for the relevant training of its members, 
the residents of the social housing stock, and the housing stock 
management and 
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• includes the "social housing product" and "social housing approach" 
definitions in its articles of association, or founding aims and 
objectives. 
This section described social housing institutions. It re-emphasised the 
importance of resident participation in social housing institutions. 
The abovementioned three categories described the definition of social 
housing in South Africa. In the following paragraph the current status of 
social housing in South Africa will be discussed. 
2.3 THE STATUS QUO OF SOCIAL HOUSING IN SOUTH AFRICA 
Social housing is a relatively new concept in South Africa; social housing is 
a particular approach to affordable housing. Social housing seeks an 
institutional approach in accessing and managing affordable housing for 
low- to moderate-income households. Low-to moderate-income households 
are households earning a combined income of between R1 000 and R6000 
per month. This type of housing includes both rental and ownership tenure. 
It also includes other services, which provide community development and 
empowerment benefits, and it also promotes community living. 
The nature of social housing facilitates urban regeneration and inner city 
densities, increases the range of tenure options available, and thereby 
accommodates the diversity of the beneficiary population. The SHF made 
the following statement on social housing in South Africa [34]: 
"Social housing as an approach, can encompass the way in which a housing 
scheme or project is conceptualised and planned, developed, financed, and 
managed. It may encompass all of these factors or just some of them. In all 
cases, it involves a long term stake on the part of the institution, association, 
or group formed initially to deliver the housing, in protecting the security of 
tenure of residents. " 
It was stated that the role of social housing in addressing the current housing 
crisis gained in prominence since 1993. This increase in social housing has 
led to the introduction of the institutional housing subsidy in 1995. This also 
resulted in the emergence of a number of policies; all these factors 
contribute to what is now a framework for social housing in South Africa. 
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The new and increased focus on social housing resulted in the following: 
• The promulgation of the Communal Property Associations Act (Act 
28 of 1996) [21]. This act was promulgated to allow the 
establishment of communal property associations that provide 
collective tenure rights to members. 
• The establishment of the National Housing Finance Corporation in 
1996. The function of the National Housing Finance Corporation is to 
provide a much-needed source of finance to housing institutions. 
• The establishment of the Social Housing Foundation, in April 1997, to 
support the vibrant social housing sector in South Africa. 
A more comprehensive discussion on the current legislative and regulatory 
framework for social housing in South Africa will follow in the next 
paragraph. 
2.3.1 Current legislative and regulatory framework 
This section primarily investigates two aspects. Firstly the legislative 
framework that assesses the legislation and policies relevant to social 
housing is introduced. Secondly the regulatory framework will be discussed 
and investigates the types of tenure available to social housing. 
Currently there is no well-developed, logical and consistent regulatory 
framework for housing institutions in South Africa. The laws in terms of 
which housing institutions are currently established are laws that are not 
specific to housing institutions. There are currently only a collection of 
policy guidelines, credit criteria of the National Housing Finance 
Corporation (NHFC) and laws that impact on housing institutions. These 
are discussed below. 
The SHF [34] describes the regulatory framework under the following five 
points: 
• The institutional housing subsidy guidelines, which lay down certain 
rules in relation to housing institutions. 
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• The providers of finance to housing institutions, especially the NHFC, 
have credit criteria that impact on housing institutions. 
• The enabling legislation in terms of which any housing institution will 
be established will have an impact on the form, structure and 
operations of the housing association. The provisions of the 
Companies Act of 1973, the Communal Property Associations Act of 
1996 and the Co-operatives Act of 1981, will impact on the structure 
and operations of the housing association. 
• The issue of tenure, which in many cases is linked to the Act in terms 
of which the housing institution has been established. In communal 
property associations, the nature of the tenure will be determined by 
the provisions of the constitution of the relevant association and the 
members and the members' interest in that association. In housing co-
operatives the shares will be allocated to beneficiaries, which may be 
linked to the right to use a specific housing unit. The members' 
rights, in share block schemes, will be determined by a use agreement 
linked to a share held in the company owning the relevant property. 
• Lastly the tax legislation also impacts on the housing institutions. 
Currently there are still a number of sections that allow for the 
exemption from income tax and donations tax. Not one of these 
sections is specifically aimed at accommodating housing institutions. 
It is evident from the above that government policies play a very important 
role in this process. Wurtzebach and Miles [8] also support the important 
role of government policies with the following words: 
"As cities grow and change, many government policy decisions must also be 
made. These policy decisions can materially affect land use decisions and 
future growth. Because real estate decisions are highly influenced by 
government policy, it is critical that real estate analysts recognize the 
dynamic role of government as regional and urban economic conditions 
change." 
See Table 2.1 for current legal options for social housing institutions 
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I 
Vehicle Tenure Degree of Equity Tax Flexibility for Potential for 
Options Security of participation position future options resident 
tenure potential participation 
i 
Section 21 Lease High Only as from Tax Very Members appoint 
Company agreements when option to exemption inflexible. directors to 
j (i.e. (rental) purchase is possible Cannot manage but 
Shayamoya exercised (stamp convert to any profits income 
II Housing -liistafmeilc------
--Higil _____________ -ves~-acq-u-ire_s ______ duty and other entity may not be 
I Association) sale ownership donations distributed to 
-·t.TP"¥ranCsafe ____ 
-:t.Jm-osttotar- --As-atiov-e-.------------- tax also) members. 
i Resale of units but limited Depends on (, prescribed in by whether residents 
il 
terms of subsidy provisions are members of 
guidelines of 10(1)(cl) company. 
II and (cC) 
Share block Shares linked Risk in non- Yes, as owner of Section Flexible. Can A number of 
Company to "use rights" payment by shares in the 10(1)(e) convert to any directors may be 
I 
other company. other form of appointed by 
members/ company. members. 
bad Can convert Relatively low 
manage- to section title level op 
ment scheme. participation. 
Public I As for section As for As for section 21 No tax Flexible. Depends on 
Private 21 Company section 21 Company exemption whether residents 
Company Company are shareholders 
with share- I members. 
I 
holding Shareholders 
likely to dictate -
residents 
committees could 
be established to 
overcome 
I dominance of 
shareholders that 
I 
aren"t members. 
Co- Lease or Similar risk Depends on No tax Quite flexible. Members appoint 
operative ownership. A to above. type of share exemption Can convert directors to 
lot more work Could build whether available. to company. manage. High 
needs to be in greater membership However, level of 
done on Co- protection rights, lease, or members participation. 
operatives Act in amend- ownership. are taxed-
specifically for ments to the co-op 
housing Co-op Act. isn't. 
purposes 
Communal Membership Similar risk Association Section Not flexible. Members appoint 
property rights in terms to above. owns housing 10(1)(e) management 
association of constitution Some stock. Profits possibility. committee. High 
(i.e. statutory and assets may level of 
Nomalun- limitations be distributed. participation. 
gelo to provide Principle same 
Housing protection. as shareblock or 
Association) co-operative. 
Table 2.1 Current legal options for social housing institutions. 
Source SHF [34] 
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As presented in table 2.1 there are five types of tenure available under the 
ambit of social housing. The Provincial Housing Boards and the NHFC 
accept all these types of tenure. These five types of tenure are described as 
follows: 
• The lease agreement. This can include the standard lease agreement 
or the lease with an option to purchase after a period of four years 
(this is also known as the rent-to-own option). 
• The instalment sale agreement. This is payable over a set minimum 
period of four years subject to the provisions of the Alienation of 
Land Act (Act 68 of 1981 ). 
• The purchase in shares, over a minimum period of four years, in the 
share capital of an institution (usually a company) operating a share 
block scheme. 
• The arrangement of some kind of equity participation. 
• The up front sale. This means the property is purchased and 
immediately transferred into the name of the buyer. 
The first four tenure types forms the basis of tenure types provided by social 
housing institutions. Properties obtained by these types of tenure must be 
managed and maintained for a period of at least four years by the housing 
institutions; for standard leases the period can be indefinite. This relatively 
long period of tenure accentuates the significance of property management. 
2.3.2 Current financial framework 
Financial viability is of utmost importance for all social housing institutions. 
Social housing institutions have limited access to finance due to their special 
nature and needs. The institutional subsidy, as provided by the Department 
of Housing, provides initial finance but housing institutions need additional 
finance for their planning, development and ongoing management of 
housing stock. The NHFC has emerged in this context, to provide a range of 
financial products for housing institutions such as project finance. The 
availability of long-term credit to social housing institutions is very limited. 
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The Department of Housing set up a national policy that resulted in the 
development of the institutional subsidy policy guidelines and the 
establishment of a number of facilitative organisations, to assist in directing 
end-user finance to people in the low-to moderate-income groups. This is 
further highlighted by the SHF [32] with the words: 
"Social Housing Institutions require access to low interest, long term 
finance in order to ensure affordable levels suitable for the low income 
market." 
The SHF [34] states that these organizations include the following: 
• The National Housing Finance Corporation (NHFC). 
• National Urban Reconstruction and Housing Agency (Nurcha). 
• Home Loan Guarantee Company (HLGC). 
• Inner City Housing Upgrading Trust (ICHUT), only located m 
Johannesburg. 
• The Social Housing Foundation (SHF) 
• The Rural Housing Loan Fund (RHLF) 
The NHFC, Nurcha, HLGC and ICHUT have had a significant impact on the 
accessibility of finance for the social housing sector. See Table 2.2 for the 
types of funding required and the sources available to meet those needs. 
The SHF [32] states that SHis should look at options to address the 
affordability constraints. The following interventions are options: 
• Reducing operating running costs by operating more effectively 
• Reducing product costs by a reduction in product finishes, 
specification and size 
Social housing is currently not an attractive commercial investment 
opportunity, due to low yields and high, perceived risks. Unblocking 
finance from this sector requires the development of track records by viable 
SHis and the social housing sector as a whole. 
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Supplier Product Brief Description 
Government lnstitutiona I 
• R 15 000 per qualifying beneficiary paid to an institution on their behalf 
subsidl ( + 15% where applicable, to cover additional costs as a result of 
location, geotechnical, geophysical, topographical, etc. conditions. 
The net subsidy in this case is R 17 500) 
• Institution must be legally registered as a company, co-operative, or 
communal property association 
! 
• Beneficiaries may only take transfer of the property after four years 
following occupation, if they wish to benefit from the full R 15 000 
allocation. Else, they will receive the individual subsidy based on 
their income applied to a sliding scale 
NHFC Sub-
• To assist institutions develop capacity and improve their 
/ Housing ordinated sustainability, even in planning stages 
Institution loan Not-for-profit organisations pay interest related to inflation; profit • Development 
oriented organisations pay interest related to market rates Fund 
• Institution must match funding on a rand for rand basis 
• Maximum investment per organisation: R10 million 
NHFC Structured 
• To increase social housing organisations' access to end user finance loan Maximum investment per organisation: R 100 million • 
• Must be linked to housing projects, including greenfield development, 
upgrading or refurbishing, incremental construction, alternative 
tenure. 
• Loan secured with first mortgage over property (land and housing 
! units) 
Credit 
• To encourage financial institutions to partner with the NHFC in Enhance- providing finance to social housing organisations 
ment/ 
Guarantee • Maximum loan guarantee per organisation: R1 OOm, or 80% of 
Facility required loan 
Must be linked to housing projects, as above i • ! 
Nurcha I Housing 
• To indemnify social housing organisations against losses resulting 
: 
HLGC Institution from non-payment by beneficiaries. 
Retail 
• Maximum guarantee: 3 months repayments per household annually Indemnities for 5 years 
• Not available for the first month's loss of rental- only available for 
months 2-4. 
. ... 
Social Grant 
• To assist in the establishment of social housing organisations 
Housing 
• Not yet operational Foundation 
• Expected maximum grant of R50 000 per project 
• Focus on feasibility studies and institutional development 
Technical 
• To provide social housing organisations with capacity and technical 
assistance assistance gleaned from international experience 
• Agreement between SA, UK, and the Netherlands, for British and 
Dutch experts to be seconded to SA social housing organisations and 
projects I initiatives 
• Secondment terms vary from 6-12 months 
Training & 
• Developing a toolkit to help with the establishment and ongoing Capacity management of social housing organisations. 
J Building • Developing training modules for the governors and management of social housing organisations. 
Table 2.2: Types of funding. Source SHF [34] 
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2.3.3 Land issues in social housing 
The delivery of housing through social housing institutions also has to 
comply with all aspects of property law and any other restrictions and 
impediments that apply to housing delivery in general. 
The SHF [34] stated that one of the areas in respect of which the apartheid 
legislation manifested itself in the most significant way, must have been in 
relation to land, access to land and rights of ownership in relation to land. 
The repeal of the Group Areas Act and the Land Acts by the Abolition of 
Racially Based Land Measures Act, No. 108 of 1991 [21], started the 
reversal of this process. 
The South African Government then promulgated the Development 
Facilitation Act (Act 67 of 1995) [21 ], to create a township establishment 
process to apply nationally. The Restitution of Land Rights Act (Act 22 of 
1994) [21] was introduced in 1994; the objective ofthis act is to restore land 
dispossessed through apartheid's policies and laws. During 1997 the 
Extension of Security Act, No. 62 of 1997 [21] was promulgated. The aim 
of this act is to prevent occupiers of land from being evicted without a court 
order. The Government also enacted the Communal Property Associations 
Act as stated previously. 
From the above it should be evident that apartheid legislation was a major 
stumbling block with regard to housing delivery for the poor. Cloete [5] 
also reflected this view with the following words: 
"Housing is a critical component in addressing the challenges facing South 
Africa. Not only is it a cornerstone of the socio-economic development of a 
society, it also contributes to economic growth. Constraints on housing 
supply have resulted in the emergence of a large housing backlog, resulting 
in overcrowding, the emergence of unplanned informal housing and 
exploitation of the urban poor" 
New legislation is seemingly improving the situation. It is not only legal 
issues relating to land that may be obstacles in the speedy delivery of social 
housing, but other issues such as the availability of land and the cost of land 
also contribute to slow delivery. 
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2.3.4 The social housing product 
The social housing is aimed at the residential property market. This product 
can be divided in the following: 
• Single-family homes. 
• Multifamily residences. 
A full description of these properties are provided by Kyle and Baird [1], see 
figure 2.1 below. 
Multifamily Residences 
(Apartments, Condominiums, Cooperatives, 
Planned Unit Developments) 
Mid rise 
Buildings 
L....---- ---"~----------------------' 
Figure 2.1 Residential real estate categories. Source: Kyle and Baird [1] 
One of the most important characteristics of social housing is its concern 
with the social aspects of providing accommodation to the low-to-moderate 
income earners. The physical or design aspects of this form of housing also 
have a profound impact on its ability to achieve the goals of sociallnusing, 
especially in the production of housing that suits the needs of residents and 
contributes to the viability of social housing projects. 
A number of complex factors influence the design of social housing, 
according to the SHF [34]. These factors are: 
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• The availability of financial or other resources. The resources are 
generally limited, which places a constraint on the design options. 
This also affects the most critical choices; those that balance the 
upfront costs with long-term maintenance and management costs. 
• The designs are also influenced by environmental context within 
which a social housing project is being implemented. Projects may 
either be integrated or set apart from their neighbourhoods. 
• The scale of the project, the number of residents, modes of access and 
circulation will influence the design. 
• One very important design concern of individual buildings is to keep 
costs down, but the levels and quality of finish must be of such a 
standard, that it does not cause an increase in maintenance costs. 
• At the level of the individual housing unit, there is a need to maximise 
the space available to the resident and the need to keep costs within 
budget. The spaces within units must also be flexible enough to suit 
the needs of the resident. The types of units and the quality of finish 
are also important. 
2.4 INTERNATIONAL PRACTICES 
During the late nineteenth and early twentieth century European social 
housing policy was shaped by concerns for housing conditions for the poor. 
After the First World War an organised working class placed pressure on the 
liberal state to provide mass housing. The period after the Second World 
War saw the best years of social housing provision, where Western 
European liberal and social democratic welfare states delivered huge 
volumes of social housing. The SHF [34] states that this golden area ended 
in the 1970's when most governments responded to the fiscal crisis by 
withdrawing from social housing provision and funding. This resulted in the 
emergence of social rental initiatives by the public sector. 
The international experience is so diverse that there is no specific predefined 
role for the different levels of government in the social housing sector. The 
government's involvement will vary with national policy, with ruling party 
ideology, the scale and significance of the social housing sector and the 
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degree of political influence it has. The different players in the international 
social housing arena can be summarized as the following as stated by the 
SHF [34]: 
• National government 
• Regional government 
• Local government 
• National housing parastatals 
• Other sectors 
2.4.1 National government 
In the USA, Germany and Canada, like in most other countries, the federal 
or national government develops housing policies; this may include the 
development of social housing policy and the funding of social housing 
programmes. In some countries the national government only sets broad 
guidelines within which the social housing sector may operate. 
The programming for housing delivery is often done within the overall 
national policy framework, and targets and goals may be set at this level. 
This is the case for Sweden where the national government allocates funds 
to social housing delivery after consultation with the major players in the 
social housing environment. 
Generally the national governments only provide the framework within 
which social housing and other housing is delivered, leaving implementation 
to be done at the local level within this national policy framework. 
2.4.2 Regional government 
Regional governments generally formulate their own policies and 
programmes as directed by the broad parameters set out by the national 
government. Regional governments are usually responsible for facilitating 
housing delivery within their own jurisdictions. This is the case in Germany 
where the regional governments are responsible for ensuring that planning 
standards are adhered to and to supervise the preparation of land use plans. 
Local governments often receive funding for housing projects from regional 
government. 
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2.4.3 Local government 
Local governments are in many countries the implementers of social housing 
projects, in particular where implementation implies direct interaction with 
the individual beneficiaries. This can also be with managing the physical 
delivery of housing units. In the United Kingdom local government 
administers a housing benefit scheme and reclaims the cost from the central 
government, according to the SHF [34]. 
In Germany local authorities assess individual incomes for determining 
rental levels, and for affecting housing support payments to qualifying 
beneficiaries. This process involves the processing of rental subsidy 
applications, checking of qualification for subsidies, calculating subsidy 
allocations, entering beneficiary names into a database and depositing the 
subsidy into the beneficiary bank accounts. 
The way in which the South African subsidy is structured also places local 
authorities in the position where they can be directly involved in housing 
delivery using the capital subsidy scheme. Local authorities must first set up 
an institution before they may apply for institutional subsidies. 
2.4.4 National housing parastatals 
Government often establishes parastatals to deliver, manage and maintain 
social housing stock. The SHF [34] reports that the Housing Corporation is 
a good example of a British parastatal. 
2.4.5 Other sectors 
These sectors include the involvement of tenants/residents, the private sector 
and non-governmental organisations (NGO). The involvement of tenants is 
evident in Germany where tenants, associations and federations have been 
established to promote the interest of their members. 
According to the SHF [34] housing associations in Holland have been forced 
to tap into private financial markets to raise funds to buy local authority 
stock. In Canada the government opted to develop the NGO sector, rather 
than to rely on the private sector, to provide social housing. 
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The perspective on international practises gives a good overview on the 
possibilities in social housing. However, it is important to note that most of 
these countries are "First World" countries whereas South Africa is a 
developing country. 
2.5 PROBLEMS IN SOCIAL HOUSING 
It is evident that there are many problems facing social housing in South 
Africa. This section will highlight some of the more serious problems. 
The shortcomings of the current legislative and regulatory framework stand 
out as being a serious problem. There is no well-developed, logical and 
consistent regulatory framework for SHis. The laws in terms of which these 
SHis are established are laws not specific to SHis. It was mentioned in 
paragraph 2.3 .1 that there are currently only a collection of policy guidelines 
and credit criteria of the NHFC. These issues are currently being addressed 
and the Social Housing Bill, as stated in chapter 1, will be passed during 
2002. 
The long time to establish SHis is also a problem. Krijen [27] stated that it 
could take longer than two years to establish a social housing institution. 
Due to SHis special nature and needs they have limited access to finance, 
especially the availability of long-term credit. The progress made and the 
establishment of various organizations to alleviate this problem have been 
addressed in paragraph 2.3.2. However, this is not enough. 
The shortage of land is one of the most sensitive problems. The results of 
the apartheid legislation resulted in a huge shortage of land. The availability 
and cost of land contribute to the slow delivery of houses. 
Other problems facing social housing are due to low rental repayments by 
tenants and bad debt of the SHis. Most of these problems relate to property 
management practices and are addressed in chapters 4 and 5. 
This study will address only internal problems facing SHis. External 
problems cannot be addressed without government support. Internal 
problems are those problems experienced by SHis in their daily operation, 
e.g. property management issues. External problems are problems that relate 
to legislation and those influenced by the relevant authorities. 
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2.6SUMMARY 
Social Housing in South Africa was defined in chapterl. Paragraph 2.2 
further divided social housing into three categories namely the social 
housing approach, the social housing product and the social housing 
institution. 
Paragraph 2.3 gave a description of the current status quo of social housing 
in South Africa. It gave an overview of the current legislative and 
regulatory framework. The current financial framework and land issues, as 
well as the social housing product were described. 
A brief overview of international practices of social housing was given. The 
chapter also gave a brief overview of current problems of social housing in 
South Africa. 
It is evident that social housing in South Africa has made good progress in a 
short time but there is much room for improvement. A lot of this can be 
achieved with policies and legislation aimed specifically at social housing. 
Many new organisations have been established to assist with the facilitation 
of social housing. Organisations such as the NHFC and SHF are prominent 
examples. 
2.7 CONCLUSION 
In this chapter the pertinent issues related to social housing in South Africa 
were discussed. Many problems were defined such as: 
• Policies 
• Legislation 
• Limited financial resources 
• Land issues 
• Limited resources 
• The long time it takes to establish SHis 
• Low rental repayments 
• Bad debts of SHis 
Government intervened by formulating a number of policies to improve the 
situation. These policies are however not sufficient to alleviate the 
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problems. This study should focus on the shortcomings and propose to 
introduce certain reforms in the social housing sector by way of property 
management solutions. Clearly this approach will not solve all the 
problems, only those related to property management. 
This brings forward the importance of the sustainability of social housing in 
South Africa. This issue will be discussed in chapter 3. It is important to 
note that social housing in South Africa have made huge inroads since 1993. 
The promulgation of many new acts relating to property rights and 
ownership of property bears testimony to this. 
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CHAPTER3 
SUSTAINABILITY AND SOCIAL HOUSING 
3.1 INTRODUCTION 
This chapter aims to analyse sustainability within the context of the social 
housing sector. It is proposed to define sustainability within the social 
housing sector. Subsequently the measurement of sustainable SHis will also 
be investigated. 
3.2 ELEMENTS OF SUSTAINABILITY FOR SOCIAL HOUSING 
Field [26] describes sustainability as the biological and ecological processes 
that create connections between the rates of resources available to future 
generations. Accordingly a resource rate that is sustainable is one that can 
be maintained over the long run without impairing the fundamental ability of 
the natural resource base to support future generations. Distinction is made 
between renewable and non-renewable resources. Non-renewable resources 
imply using the extracted resource in such a way that it contributes to the 
long-run economic and social health of the population. For renewable 
resources, it means establishing rates of use that are coordinated with the 
natural productivity rates affecting the way the resource grows and declines. 
Housing must be sustained in the long run for future generations. It must be 
clearly noted that sustainability in the context of this study does not refer to 
the green environment but implies a wider concept in the social 
environment. 
According to Gilles et al [36] development is unsustainable if resources are 
depleted at rates faster than they can be substituted by human-made capital. 
Human-made capital is considered to be machines, buildings and 
infrastructure, as well as the education and experience of the labour force. 
Un-sustainability of housing is the result of poor construction methods or 
poor materials and lack of proper maintenance, as well as poor property 
management practices. 
From this it is quite evident that the natural environment is not part of the 
term sustainability within the context of this study. The main focus is rather 
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on the sustainability of the social housing institutions. It is thus aimed to 
achieve sustainability within this sector. 
In chapter 1 it was stated that the elements of sustainability of SHis are 
divided into five categories: 
• Strategic management 
• Efficient and effective governance 
• Sound policies 
• Being financially viable 
• Enjoying a supportive environment. 
These categories and the relevance to sustainability will be discussed in 
more detail in the next section. 
It is accordingly required to define sustainability for SHis. The above 
discussions emphasized the following important aspects of sustainability: 
• Future generations 
• Resource use 
• Quantity and quality 
• Financial viability 
• Good governance 
• Strategic management 
From this the definition is deduced to be: 
"Sustainability of SHis imply the efficient use of resources to provide good 
quality and sufficient quantity of social housing stock for present and future 
generations that are financially viable for the institutions and is achieved 
through strategic management processes and good governance." [Author's 
definition] 
The five elements of sustainability will now be discussed. 
3.2.1 Strategic management 
Strategic management is important for ensuring long-term sustainability 
because it is a tool to help manage the current and future direction of a 
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housing institution in a way that responds positively to the changing 
environment. The main principle of strategic management is that change is 
constant. 
The SHF [7] highlights s1x important steps in the strategic management 
process: 
• Confirm your institution's mission, goals and objectives 
• Assess the external environment 
• Assess the internal environment 
• Know and understand your stakeholders 
• Identify the strategic issues facing your institution 
• Formulate goals and strategies to address these issues 
This is also emphasized by Pearce and Robinson [13] with the description of 
the key components of a strategic management model as the following: 
• Company mission 
• Company profile 
• External environment 
• Strategic analysis and choice 
• Long-term objective 
• Grand strategy 
• Annual objectives 
• Functional strategies 
Figure 3.1 further illustrates the strategic management model 
It is always important that strategic management is executed at three levels. 
These three levels are: 
• Operational - all staff 
• Tactical - middle management 
• Programmed- Top management 
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Figure 3.1 Strategic Management Model. Source Pearce and Robinson 
[13] 
3.2.2 Efficient and effective governance 
Efficient and effective governance is about having a sound and active board 
and management with sufficient capacity to do an effective job and 
successfully meet the objectives of the social housing institution. It is 
further about how the institution does its core business to provide affordable 
housing. 
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Good governance is imperative, as highlighted by King [12] with the words: 
"It is clear that good corporate governance makes good business sense. The 
name of the game for a company in the 2Pt Century will be to conform while 
it performs. The successful companies will be those that get the balance 
between conformance and performance right for their particular 
businesses. " 
3.2.3 Sound policies 
The SHF [7] defines sound policies for SHis as follows "Policies are the 
rules that guide every aspect of your social housing institution and define its 
business process. They set the guidelines for achieving your mission, your 
goals and your objectives." 
Pearce and Robinson [13] define the purpose of policies as communicating 
specific guides to decisions. They further state that policies are designed to 
control and reinforce the implementation of functional strategies and the 
grand strategy in the following ways: 
• Policies establish indirect control over independent action 
• Policies promote uniform handling of similar activities 
• Policies ensure quicker decisions 
• Policies institutionalise basic aspects of organization behaviour 
• Policies reduce uncertainty in repetitive and day-to-day decision 
making 
• Policies counteract resistance to or rejection of chosen strategies by 
organization 
• Policies offer predetermined answers to routine problems 
• Policies afford managers a mechanism for avoiding hasty and ill-
conceived decisions in changing operations 
It is of utmost importance to set up policies in the beginning before the 
problems arise. This is very helpful in a situation when a problem arises, 
which is covered by a policy, as it can be solved accordingly. Table 3.1 
shows a few of these policies. 
37 
Phase or activity 
Setting up your social housing institution 
m Chapter 2 
Looking towards sustainability 
m Chapter 3 
Setting up your legal entity 
m Chapter 4 
Setting up governance structures 
~~ Chapter 5 
Developing your project plan 
ill Chapter 6 
Finalising your business plan 
~~Chapter 7 
Establishing good financial management 
practices 
fl Chapter 8 
Setting up good property management 
systems 
~~Chapter 9 
Policy I other strategic documents 
• institution's mission, goals and objectives 
• communications policy: defining with whom the 
institution will consult, when, and how 
• tenure policy 
• risk management policies 
• rental administration policies including: 
• collections policy 
• arrears and default management policy 
• constitution I founding documents 
• consultant appointment I remuneration policy 
• board recruitment I appointment policy 
• affirmative action policy 
• board member remuneration policy 
• board terms of reference, including delegated 
authorities (also known as standing orders policy) 
• board training policy 
• resident participation policy 
• outsourcing policy 
• hospitality policy 
• consultant appointmenVremuneration policy 
• procurement policy 
• conveyancing/sales/rental policy 
• marketing and allocation policy, including waiting list 
• development strategy 
• proposal drafting policy 
• fund mobilisation strategy and policy 
• overall financial management policy 
• budgeting policies 
• fund mobilisation policy 
• accounting (or treasury management) policies, 
including: 
• petty cash policy 
• approval of expenditure 
• investment policy 
• rent administration policies including: 
• rent setting policy (including increases) 
• vacancies management 
• eviction policy 
• succession of tenancy policy 
• repairs and maintenance policy, including: 
• cyclical repairs, sudden repairs 
• ongoing maintenance 
• cleaning 
• home improvements 
• resident participation policy 
• complaints and compensation policy /._ ______________ _,__ ___ _ 
Table 3.1 Policies. Source [71 
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3.2.4 Financial viability 
The importance of financially viable SHis is emphasized by the following 
words of the SHF [7]: 
"A social housing institution's financial health is, of course, an extremely 
important part of ongoing sustainability. Financial viability relies on good 
financial management. This involves: 
• Ensuring that you have enough resources on an ongoing basis to 
carry out your mandate 
• Managing your investments so that your financial position is not 
under threat. " 
The importance of financial viability of SHis was also highlighted in 
paragaph 2.3.2. Two important principles, for being financially viable, stand 
out. These principles are: 
• Recovering costs 
• Managing financial assets and investments responsibly 
The most important way to recover costs may be through rent collection. As 
stated above it is also important to manage financial assets and investments 
responsibly. It is important to protect the financial assets and investments of 
any institution. This is highlighted by Correia et al [15] with the following 
statement: 
"The financial manager in South Africa operates within a dynamic 
environment characterized by potential growth opportunities. Within the 
economy, various forms of business ownership exist which are affected in 
different ways by issues such as legal liability and taxation. In order to 
perform the financial management function effectively, it is necessary to 
understand the variables from within the environment that affect the 
financial function. " 
There must be clear procedures to manage their growth. The sustainability 
of the institution can be affected if these assets are not being managed 
prudently. These financial assets include: 
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• The income 
• The loan account, which paid for the development of the housing 
stock 
• Deposits account, which holds all residents' deposits 
• Any surplus funds 
Financial management is further described in chapter 5 and more relevant 
aspects of prudent financial management will be discussed. 
3.2.5 Enjoying a supportive environment 
The SHF [7] highlights four important elements for enjoying a supportive 
environment. These elements are: 
• It is very important that the institution can rely on stakeholders with 
the capacity and interest to support the institution's growth and not 
stand in its way. 
• The institution is also dependent on willing buyers - residents who are 
interested in acquiring social housing units. 
• The institution needs to develop a suitable product for the market. 
• For this, the institution needs enough funding and people with the 
right technical expertise to be committed members of its staff. 
All the appropriate stakeholders, as mentioned in chapter 2, must work 
together and support the social housing initiative. 
The five elements of sustainability of SHis were discussed in some detail. 
The importance of each element to sustainability and long-term viability was 
also shown. From this it is evident that sustainable social housing, as per 
definition, can be achieved if these five elements are complied with. 
3.3SUMMARY 
An overview of sustainability was given in paragraph 3.2. This was 
followed with a description of all the elements of sustainable SHis as 
defined by the SHF. These elements were defined as the following: 
• Strategic management 
• Efficient and effective governance 
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• Sound policies 
• Financial viability 
• Enjoying a supportive environment 
Following this a definition of sustainability for social housing was deduced. 
Paragraphs 3 .2.1 to 3 .2.5 gave a brief description of each of the five 
elements in sustainability. 
3.4 CONCLUSION 
It is evident from the previous discussion that sustainability of SHis is very 
important. Each element of sustainability of SHis is equally important and 
sustainability cannot be achieved if these five elements are not complied 
with. SHis must endeavour to ensure this compliance as this will ensure 
good quality and sufficient quantity of social housing stock for present and 
future generations. 
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CHAPTER4 
PROPERTY MANAGEMENT IN SOCIAL HOUSING 
4.1 INTRODUCTION 
In the previous chapter the emphasis was on the sustainability of social 
housing, this chapter will focus on property management and its 
applicability in the social housing sector. This chapter will also aim to prove 
that social housing can be sustainable if SHis engage in effective property 
management practices. 
The known components applicable for property management will be 
discussed. Property management is an important component of housing 
institutions as well as any other organisation that is managing housing stock. 
Smith [23] also emphasized this with the following words: 
"Property management is an essential element in all organisations and all, 
therefore, need employees in their property divisions who have the necessary 
skills and who are up to date with the latest developments in this changing 
business. " 
4.2 RESTRICTIONS OF CURRENT PROPERTY MANAGEMENT 
PRACTISES 
The aim of this section is to discuss the restrictions (shortfalls) of current 
property management practises in the South African social housing sector. 
To do this it is of importance to first describe the two major components of a 
good property management system. According to the SHF [7] a good 
property management system comprises facility management and 
relationship management. Griffin [ 11] also emphasized this with the 
statement that property managers must have experience in many different 
areas, including electrical, environmental, HV AC, security, construction, 
contract negotiations and other areas. The SHF further states that it is 
important to structure the property management around the two distinct 
aspects of facility management and relationship management: 
• Facility management - includes maintenance, repairs, cleaning, 
security, and rental administration 
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• Relationship management - includes tenant participation, customer 
service standards, conflict resolution, and community development 
Facility management and relationship management are two separate 
processes but they should be structured to interact closely. The effectiveness 
of each system depends on the effectiveness of the other. A good example 
of this interrelationship is given by the SHF [7] as follows: 
" ... if a social housing institution is highly competent with its financial and 
facility management, but neglects relationship management, the resulting 
conflict among tenants, or between tenants and management, can threaten 
the facility (vandalism may occur) or encourage a rent boycott, thus 
undermining the success of the financial management. " 
The abovementioned discussion touched on major aspects of property 
management practises and the role of facility management and relationship 
management within property management. 
It is also important to adapt with the changing environment and not to 
continue with outdated methods or practices. DiRuggiero [10] also 
emphasized this when he stated that property managers used to be distinctly 
operations focussed but in the current market their role has expanded and is 
being relied upon to gauge tenant trends and monitor demand for space first-
hand. 
There are many restrictions and problems associated with property 
management within the social housing sector. One of the major restrictions 
is the lack of experience of professional property practitioners in South 
Africa; this is reflected by the words of Smith [23]: 
"There is a shortage of skilled professionals in the industry, especially of 
qualified black property specialists, ... " 
This can be addressed by sending the staff of SHis on courses that cover the 
different aspects of property management and real estate. The importance of 
this was noted by both the NHFC and SHF who have both designed 
specialist courses for existing and new clients. These courses cover aspects 
from corporate governance to property management. These courses are 
supplemented with regular workshops. During these workshops problems 
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experienced by all the different stakeholders are discussed and possible 
solutions presented. 
Even the Department of Housing [24] has recognised the shortcomings and 
has instituted the development of a framework for implementing housing 
delivery that focuses on incorporating capacity development as a significant 
component to improved housing development. 
As mentioned above there is a lack of experience in property management, 
this situation is further degenerated because SHis are unable to attract and 
afford appropriate skills due to lack of financial resources. The lack of 
finance also restricts the establishment of appropriate systems for the 
institutions. These systems include the following: 
• Property management systems 
• Administration systems 
• Financial management systems 
These systems can include processes and both software and hardware. The 
lack of systems and experience also results in a lack of professionalism 
within the social housing sector. A direct result of this is poor relationship 
management and this often ends up in the press. A typical example of this 
appeared in the Daily Despatch, the article was written by Kumbaca and 
Saule [30] and included the following words: 
"The protestors were demonstrating against evictions, rent increases and 
the alleged poor state of the flats. " 
These demonstrations often result in rent boycotts, which can have 
devastating results for the institution concerned. Many of the SHis have 
been affected by these rent boycotts and are currently experiencing high 
arrears on rental payments. Also contributing to the high arrears is the lack 
of effective rent collection. 
Sometimes maintenance issues also result in rent boycotts. Many of the 
tenants feel if the units are not maintained properly that they are not paying 
the rent. Maintenance is an important aspect of property management and 
this aspect will be discussed in more detail in chapter 5. 
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To conclude the main restriction of property management practises should 
be highlighted: 
• Rent boycotts 
• Poor relationship management 
• Minimal tenant participation 
• Maintenance issues 
• High arrears on rentals 
• System problems 
4.3 APPROPRIATE PROPERTY MANAGEMENT TECHNIQUES 
The importance of property management is reflected by the following words 
by Kyle and Baird [1]: 
"Property management, one of the fastest-growing areas of specialization 
within the real estate industry, is emerging as a managerial science. " 
It is further also required to adapt with the changing environment, as stated 
previously. The current focus of property management is summarised by 
DiRuggiero [10] with the words that yesterdays "location, location, location" 
changed to today's "service, service, service". 
To further discuss property management it is required to mention the 
different categories of property. Property can be classified in three 
categories, namely: 
• Residential property 
• Commercial property 
• Industrial property 
Social housing institutions are mainly involved with residential property thus 
the focus of this study will only be on residential property management. 
Property management is well known in the real estate sector but this is not 
the case for the social housing sector in South Africa. Start-up housing 
institutions manage most of the social housing stock. Mostly the personnel 
of these institutions do not come from a property management background 
or did not receive formal education in property management. Due to the 
lack of information of property management in social housing this chapter 
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will focus on existing property management techniques in the real estate 
sector and apply it to the social housing sector. 
Property management can be divided into seven major areas according to 
Cloete [2]. These major functional areas are the following: 
• Lease management 
• Tenant administration 
• Risk management 
• Maintenance management 
• Management of expenses and income 
• Budgeting, record-keeping and reporting 
• Marketing management 
SHis will have to focus on each of these functional areas in order to manage 
their housing stock effectively. Each of these areas will be discussed in 
greater depth in the following paragraphs. 
4.3.1 Lease management 
It was stated above that there are three types of property namely residential 
property, commercial property and industrial property. There are three types 
of lease forms to cater for these various types of property. These lease forms 
are the following according to Cloete [2]: 
• Gross lease 
• Net lease 
• Percentage lease 
The gross lease is also called a straight lease. This is where a tenant pays a 
fixed rental amount and the owner of the building pays all other expenses for 
the property. This is the most common lease for apartments and residential 
properties. Most SHis deals only with apartments and residential property 
according to the SHF [34] and this is the reason why this lease form is very 
important. The net lease is mainly used for commercial properties whereas 
the percentage lease is mainly used for retail properties. 
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Rental administration is a critical component of property management and 
the SHF [7] states that it should include the following four components: 
• Setting appropriate rentals 
• Collecting rent 
• Dealing with arrears 
• Dealing with vacancies 
4.3.1.1 Essential provisions of a valid lease 
According to Kyle and Baird [ 1] essential provisions of a valid lease must 
include the following elements: 
• Complete and legal name of both parties; 
• Description of the property; 
• Term of the lease; 
• Consideration or amount of rent; 
• Time and method of payment; 
• Use of premises; and 
• Rights and obligations of both parties. 
Bembridge [ 18] also highlights this with the statement that critical 
considerations in leasing contracts should include: 
• Ensure that the lease is foolproof 
• Negotiate the lease 
• Identify the parties 
• The description of the leased property 
• Rental and other charges 
• The period of the lease 
• Date of payment of rental 
• The right to sub-let/cede the rights and obligations under the lease 
• General obligations of the lessee 
• The lessor's obligations 
• Destruction of the premises 
• Use of the premises 
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These critical considerations as described by Bembridge [ 18] are further 
discussed below. 
It must be noted that a lease is both a contract and a conveyance of an 
interest in real estate. The names of both the lessor and lessee must be stated 
and both parties must also sign it. It is wise to make sure the tenant signs the 
lease before moving into the unit, otherwise the property manager might 
have difficulty enforcing the lease terms. 
The description of the premises must include the legal description of the 
property. This includes the description of the land on which it is situated 
and the section number if it is a sectional title building. For an apartment it 
must accurately describe the bounds of the space itself. The unit number 
and street address of the building are usually sufficient identification for an 
apartment lease. A statement of the tenant's rights to use common areas 
such as stairways, elevators, halls and driveways should also be included in 
the lease. 
A lease agreement should always make provision for the beginning and 
termination dates, as well as a statement of the total period it covers. It can 
also include an option to renew or to purchase the property. 
All lease contracts must state the rental amount. This amount is usually 
payable on a monthly basis. The amount and time of payment of rent must 
be clearly stated. There may be certain clauses added to make provision for 
rental rate adjustments. 
The use of the leased property might be restricted by the inclusion of a 
special provision. This can also be to restrict the tenant to use residential 
apartments for residential purposes only. It is imperative that the wording of 
such clauses must be clear and unambiguous. An auxiliary section can be 
included for multiple-occupancy buildings, these sections are called the 
building rules and form part of the lease agreement. 
The lease agreement should also require of tenants to take good care of the 
rented units, repair any damage they have caused and to comply with all 
applicable rules and laws. The terms of the lease should also demand that all 
facilities should be used in a reasonable manner. No alterations can be made 
to the units without the consent of the building owner. The lease should also 
48 
list the amount of a security deposit due from the tenant, as well as the 
conditions under which it will be refunded. 
The property owner should disclose in writing to the tenant, the name and 
address of the property manager and of the person authorized to receive 
legal notice on behalf of the owner. The lease should also provide that rent 
bills and other notices can be sent to the tenant by registered mail, left at the 
premises or delivered personally. These bills and notices must always be 
delivered on time. One of the major benefits in the lease is that the tenant is 
granted a covenant for quiet enjoyment; this also implies a right to 
possession. This also limits the cases in which the manager or owner is 
allowed on the premises. 
4.3.1.2 Rent collection 
The ability to collect payments consistently from all the tenants is of vital 
importance to any housing institution. The systems and methods put in 
place to collect monthly rentals must be designed to ensure prompt and full 
payment of all money due. The institution's payment collection policy 
needs to be clearly set out according to the SHF [7]: 
• When is money payable 
• How can it be paid 
• The penalties for when it is not paid 
An institution must be able to respond appropriately as soon as a resident 
defaults on the monthly payment and goes into arrears. Late payments can 
negatively affect the cash flow position of an institution and this can put 
other services at risk. This is the reason why it is important to develop an 
arrears policy to ensure that the institution takes prompt and firm action on 
defaults. 
4.3.2 Tenant administration 
The importance of tenant relations is emphasized by the following words of 
Kyle and Baird [1]: 
"The ultimate success of a property manager will depend greatly on the 
ability to maintain good relations with tenants." 
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This is further highlighted by the SHF [7] with the following guidelines: 
• Be fair to residents 
• Be perceived as fair by residents 
• Be transparent and easily understood by staff and residents 
• Allow for appeals by individual residents 
4.3.3 Risk management 
This section will look at managing risk. Winger [20] states that risk is an 
elusive element in most real estate decisions, largely because it is so hard to 
pin down. Winger [20] defines risk analysis as the following: 
"Risk analysis attempts to deal with this uncertainty by identifying all 
possible outcomes and quantifying the probabilities that alternative 
outcomes will occur. " 
A property manager should have a working knowledge of casualty, liability 
and special lines of insurance and an understanding of its principles, theories 
and practices. The person in charge of managing risk is known as the risk 
manager. 
The risk manager is concerned with all the consequences of unforeseen 
events. Kyle and Baird [1] states that risk management principles can be 
examined and implemented using the following steps: 
• Identify and measure the risk 
• A void the risk 
• Control the risk 
• Retain the risk 
• Transfer the risk 
• Monitor the risk 
4.3.3.1 Identify and measure the risk 
Kerzner [ 16] states that the first step is to identify and assess all potential 
risks. The thoroughness with which this identification is accomplished will 
determine the effectiveness of risk management. 
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To start the process the risk manager must do a survey of the physical 
structure, the operating equipment and the task performed by personnel. 
Contractor's insurance certificates should be reviewed, for new buildings the 
contractors should be registered with the National Home Builders 
Registration Council (NHBRC). 
The replacement values of properties and actual depreciated values should 
be obtained. Current contracts and leases and inactive contracts with 
remaining indemnities should be followed up. 
4.3.3.2 Avoid the risk 
This is the next step once the risks have been identified and measured. 
Kerzner [ 16] mentions that some risks cannot be avoided. These risks are 
mainly risks associated with nature and include windstorms, floods and 
earthquakes. Fires occur and result in property damage, loss of income and 
injuries to employees, tenants and the public. 
According to Kyle and Baird [ 1] property and risk managers can avoid risks 
by not managing hazardous and unsafe properties. All contractors and 
professionals employed should have indemnity insurance in place. 
4.3.3.3 Control the risk 
Risks that cannot be avoided should be controlled and the risk manager 
should consider ways to reduce the likelihood of the loss event occurring 
and to reduce its impact. Kerzner [16] states that risk control is the process 
of continually sensing the condition of a program and developing options 
and fallback positions to permit alternative lower-risk solutions. Some 
control measures include: 
• Installing fire sprinklers 
• Signs to warn people of hazards on the premises 
• Security services to prevent theft 
• Property maintenance equipment can be kept in a safe place 
• Emergency preparedness and adequate crisis response plans 
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4.3.3.4 Retaining the risk 
After the principal risks have been avoided remaining risks require funding 
if losses are to be absorbed according to Kyle and Baird [1]. Reasonable 
expected loss costs can be retained and paid for as ordinary business 
expenses with proper planning. 
4.3.3.5 Transfer the risk 
Kyle and Baird [1] state that risks that cannot be avoided or internally 
funded must be transferred. The transfer techniques include: 
• Shifting the hazardous activity to professionals with satisfactory 
msurance 
• Contractually shifting the legal liability to others by written 
indemnities to the owner 
• Transferring the risk to insurers 
4.3.3.6 Monitor the risk 
It is the duty of the risk manager to continually monitor areas of risk to 
determine whether changes should be made to improve the effectiveness of 
the risk management plan. All new properties should be evaluated for risk 
management. It is also important to update property values annually. 
In order to manage risks properly it is required to know all the types of 
insurance. Cloete [3] lists the different types of insurance as: 
• Fire cover 
• Rental income/earnings 
• Engineering 
• Electronic data processing equipment 
• Valuable papers 
• Accounts receivable 
• Extra expense 
• In transit 
The demand in social housing in South Africa also had an effect in the 
insurance environment with the establishment of organisations such as 
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HLGC and Nurcha. The role of Nurcha is described by the NHFC [33] as 
providing guarantees on working capital and bridging finance to developers, 
especially emerging developers, thus sharing risk with financial institutions 
and housing developers. The NHFC further describe the role of HLGC as 
providing guarantees for mortgage-backed and non-mortgage backed 
finance. The establishment of the NHBRC is also noteworthy because it 
provides cover for structural defects on newly built housing units. 
4.3.4 Maintenance management 
The aspect of maintenance management will receive some detailed attention 
because of problems SHis have due to the lack of proper maintenance 
programs. The aim of building maintenance is stated by AL-Zubaidi [14] 
with the following words: 
"A prime aim of building maintenance is to preserve a building in its initial 
effective state, as far as possible, so that it serves its purpose efficiently. " 
If the property manager wants an effective maintenance plan the physical 
condition of the building should first be ascertained and remedial steps taken 
if required. This will be followed by the development of a· maintenance 
programme for the building. According to Prudon [ 17] maintenance consists 
of three basic activities: one, periodic inspections; two, accurate record 
keeping; and three, implementation. Prudon further suggests that it would 
he helpful to prepare a reference manual for on-going and future 
maintenance. Cloete [ 4] states that maintenance programmes can be 
classified as the following: 
• Structural (interior and exterior) maintenance programmes; 
• Electrical and mechanical maintenance programmes; 
• Site maintenance programmes. 
4.3.4.1 Planned structural maintenance 
This maintenance is undertaken to prevent the buildings to deteriorate. This 
will also prevent minor defects, if left unattended, to develop into costly, 
major repair jobs. Al-Zubaidi [14] categorizes the building maintenance 
work as the following: 
• Fabric maintenance 
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• Improvement and modification 
• Day-to-day repairs 
It is good practise to inspect each building every year. An inspection report 
should also be kept. These inspections should be divided into three 
categories according to Cloete [4], namely: 
• Building inspection; 
• Fire inspection; 
• Redecoration plan. 
The defects to be reported during these maintenance inspections, should 
include the following: 
• Cracks 
• Foundation subsidence 
• Loose wall cladding 
• Loose plaster 
• Damp penetration 
• Spalling of concrete due to corrosion of the reinforcing steel 
• Deterioration of paintwork and finishes 
• Corrosion of metal windows, stairways, balustrades, roofing, water 
tanks, etc. 
• Fungus and moss growth on asbestos roof sheeting 
• Overloading of floor slabs 
• Damaged screeds and floor surfaces 
• Deterioration of roads and yard surfaces 
• Damaged or deterioration of waterproofing, flashings, copmgs of 
parapet walls, gutters, down pipes, etc. 
• Dangerous or illegal electrical work and misuse and overloading of 
the electrical installation 
• Broken or defective glazing. 
It is important to plan these maintenance inspections properly. The 
following can serve as inspection planning guidelines: 
• Building inspection: 
• Fire inspection: 
yearly 
yearly 
54 
• Redecoration: every 5 years 
Cloete [ 4] also noted that a priority rating for defects found during the 
inspection should be developed. He suggested the priority rating as shown 
in table 4.1. 
Priority 
1 
2 
3 
4 
Remedial Action Time 
Immediate 
Within one week 
Within one month 
5-year cycle 
Example of Defect 
Power failure, burst water 
pipe, leaking roof, blocked 
drains, etc. 
Minor roof leaks, reglazing, 
missing floor tiles, faulty air-
conditioning, minor electrical 
faults. 
Blocked gutters, broken down 
pipes, broken light fittings. 
Major redecorations, structural 
repairs such as plasterwork, etc. 
Table 4.1: Priority rating for maintenance. Source Cloete [4] 
4.3.4.2 Planned maintenance: electrical and mechanical 
This is also a very important part of maintenance management. Cloete [ 4] 
suggests that it can be done in ten steps: 
Step 1 - Identify each building by means of a coding system. 
Step 2 - Inspect each building and note each building on a special form. 
Step 3 - When all data forms have been completed a code system should be 
devised to classify each type of equipment into categories. 
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Step 4 - Each item of equipment m a building m each category of 
equipment should now be identified. 
Step 5 - At this stage there is a coding system that can identify: 
• The building 
• The item of equipment in each category 
• The actual item of equipment from its number. 
Refer now to the completed data sheets to allocate an inventory number for 
each item of equipment. 
Step 6 - When each piece of equipment has been allocated an inventory 
number, this number must be clearly marked on the item of equipment to 
which it has been allocated. 
Step 7 - A register of all the numbers allocated in each category must be 
kept, so that when further buildings are added to the portfolio the numbers 
will not be duplicated and create confusion. 
Step 8 - It is now time to decide what maintenance should be done to each 
item of equipment and when it should be done. 
Step 9 - Each item in each building should now be listed, showing 
maintenance schedules for each type of equipment in the building. For this 
purpose two forms will be used: 
• A minor schedule for daily and weekly maintenance 
• Maintenance Time Schedule- for maintenance required monthly, 6-
monthly, yearly and less frequent maintenance (5-yearly, 10-yearly, 
etc.) 
Step 10- The development of the planned maintenance is now complete but 
requires implementation. It will be done in the following way: 
• Compile a manual made up of all maintenance instructions and issue 
copies to the maintenance workshop or contractor. 
• Check the maintenance time schedule each month and issue Work 
Orders for the maintenance work due for each building. 
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It is helpful if a record card is used to record all maintenance work on any 
equipment in the buildings. It can be broken into labour and materials. 
From the record cards a history can be built up of different makes of 
equipment that could influence the choice of replacement equipment or new 
equipment. 
4.3.4.3 Maintenance contracts 
It is a good practise to draw up maintenance contracts between the property 
owner and a contractor that will have to service and maintain the equipment 
in a building to an acceptable standard. 
It is good practice that safety aspects of lifts, hoists and escalators be 
checked monthly. The deciding factor on which type of service contract to 
be entered into, will mostly be dependant on budget restrictions. Cloete [ 4] 
notes that there are four basic types of service contracts for lifts, namely: 
• Inspect and Report Service Contract 
• Paint, Oil & Grease Service Contract 
• Paint, Oil and Grease Plus Service Contract 
• All Inclusive Service Contract 
Corcoran [19] highlights the importance when choosing a maintenance 
contractor, to find a service provider with depth in manpower and expertise, 
utilizing back-up technicians and field and factory engineers. 
4.3.4.4 Maintenance department 
For larger and more established SHis it is important to establish a 
maintenance department, in order to handle most maintenance related issues 
internally. Cloete [ 4] highlights five responsibilities of such a maintenance 
department: 
• To maintain the property, including all building and all machinery in 
the buildings efficiently and economically. 
• To budget for annual expenses and endeavour to operate within the 
budget. 
• To control the maintenance workshops and the building inspectors. 
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• To ensure that the planned maintenance procedures are adhered to. 
• To control the cleaning of the buildings. 
See annexure C for a typical organizational structure for a maintenance 
department. 
4.3.5 Financial management 
In this paragraph financial management will be discussed. The importance 
of financial viability for SHis was mentioned in chapters 2 and 3 
highlighting the importance of effective financial management. Correia et al 
[15] states that two variables on which financial management focuses as the 
primary input in decision-making are the expected return and the perceived 
risk. The focus will be on the following: 
• Management of expenses and income. 
• Budgeting, record keeping and reporting. 
Cloete [ 6] also emphasized the important role of proper financial 
management in property management with the following words: 
"Proper financial control over the affairs of any building complex is most 
vital to the owner." 
The financial control mentioned above include the following: 
• Budgets 
• Budget variance reports 
• Key performance indicators 
• Cash flow statements 
4.3.5.1 Budget and budget variance report 
The most important reports of financial reporting are budgets and budget 
variance reports. This is because the budget is a document setting out, in 
comprehensive detail, forecasts for the future performance of the institution, 
and the budget variance reports are most important in presenting to the 
owner a comprehensive picture of the health of a property. The purpose of a 
budget is to predict what will take place within a specified period of time. 
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Management uses budgets and budget variance reports to analyse and report 
back to owner in respect of the success or failure and the future of a 
building. Cloete [6] suggests that it can also be used as a tool with which to 
measure performance of various elements relating to a building individually 
such as security and management. 
The property manager should always bear in mind the fact that the estimates 
which were used in drawing up the budgets were estimates used to predict 
the future, thus the budget can not be seen as a rigid document. To obtain 
the true picture of a building, one should always compare the variance in a 
budget with the assumptions that were made drawing up the budget. 
A budget is a forecast for a period in the future of the amounts of cash that 
are expected to be received and paid out over that period. It is essential that 
all institutions prepare estimates of income and expenditure and to monitor 
actual financial performance against these estimates. It is impossible to 
measure the actual performance of a building without a budget because there 
is no yardstick to measure it against. 
4.3.5.2 Income 
The income of a building comprises the following components according to 
Cloete [6]: 
• Rent receivable 
• Interest receivable 
• Operating cost recoveries 
• Parking 
Rent receivable is the main source of income for the property owner and is 
the rental payable by all tenants in occupation of the premises. Rentals are 
normally due and payable monthly in advance and provision is usually made 
in the lease agreement for a penalty to be paid in the event of a late payment. 
The interest receivable is when a building has tenants who have a history of 
bad or late payment, such as the case with SHis, then an allowance can be 
made for interest receivable on late payments. 
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It is standard practise for a lease agreement to include provision whereby the 
tenants will be charged for a share of certain of the operating costs of the 
building. The share to be borne by each tenant will be dependent on the 
provisions of the lease agreement. For SHis the contribution by each tenant 
is usually a fixed budgetary amount for the year paid monthly. Cloete [9] 
states that depending on the terms of the lease agreement in use the elements 
into which these operating charges should be kept separate would be items 
such as: 
• Municipal rates and taxes 
• Municipal rubbish removal and sewerage services 
• Electricity charges 
• Water consumption charges 
• Promotions 
• Maintenance of buildings 
• Maintenance of services 
• Security 
• Cleaning services 
• Insurance premium. 
4.3.5.3 Operating cost charges 
The operating cost charges are relatively straightforward to identify. Cloete 
[6] lists some of these components such as: 
• Maintenance 
• Heating and air-conditioning 
• Refuse disposal 
• Gardens 
• Electricity 
• Security 
• Staff 
• Management 
• Insurance 
• Replacement and reserve funds 
• Promotions 
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4.3.5.4 Financial reporting 
Financial reporting is most important in today's climate of high interest 
rates, keen competition and ever changing markets, to provide the property 
owner with all possible financial and other information to enable him to 
keep abreast of changing circumstances and to make arrangements to suit his 
finances in good time. Correia et al [15] highlight that an analysis of a 
company must include an examination of the company's financial data. It is 
thus important to devise a system of comprehensive reporting to the owner 
embracing all aspects that can be of importance to him. The most common 
reporting systems according to Cloete [6] are the following: 
• Annual reports - this includes the balance sheet, annual income and 
expenditure statement and income and expenditure projections. 
• Monthly reports - these reports include the following: 
- Budget variance reports 
- Cash flow statements 
- Rent rolls 
- Disbursement statements 
- Key performance indicators 
- Retailers' turnover schedules 
- Merchants' association 
- Petty cash 
- Vacancy schedules 
- Lease expiry profiles 
- Debtors report 
• Daily reports - this makes provision for rental arrears. 
4.3.6 Marketing management 
One of the property managers' main responsibilities is to make sure that the 
property generates income through its tenants. This can only be achieved if 
there is a very low vacancy rate and if all rent is paid on time. 
According to Kyle and Baird [1] there are two basic principles of marketing, 
namely: 
• Know your product 
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• Your best source of new business is your current customer base 
The property manager should always keep these principles in mind and 
inspect a unit before putting it on the market to make sure everything is 
clean and in good working condition. Recommendations from satisfied 
tenants are the best and least expensive method of marketing. 
Kyle and Baird [1] states that marketing activities can be divided into three 
categories namely: 
• Advertising strategy and methods 
• Promotional efforts 
• Personal selling 
4.3.6.1 Advertising strategy and methods 
The first step should be to develop an effective advertising campaign. Three 
major factors should always be kept in mind when formulating the 
advertising campaign according to Kyle and Baird [1], namely: 
• Supply and demand 
• The type of property 
• Available financial resources 
There should always be a balance between the supply and demand of real 
estate. This can result in two different marketing strategies. In areas with 
low vacancy rates there is no need for a large marketing campaign. A well-
planned promotional effort should be adequate. On the other hand, is a 
large- scale marketing campaign required for buildings with low vacancy 
rates. 
The type of marketing campaign is also dependant on the type of building, 
e.g. new or old building. New buildings require a more active initial 
campaign than older buildings, where there are already an established 
reputation and referral clientele. The method in advertising used for each 
type of property is related to the nature and number of potential tenants 
whose interest should be captured. 
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The income a building generates usually has a direct effect on how much can 
be allocated to the marketing campaign. 
Kyle and Baird [1] state that there are many advertising methods. These 
include the following: 
• Signs 
• Newspaper advertising 
• Periodicals and other publications 
• Radio 
• Television 
• Direct mail advertising 
• Brochures 
All these advertising methods, except television because of the high cost for 
television advertising, are applicable to social housing institutions. 
4.3.6.2 Promotional efforts 
The reputation of a building or the management firm can often attract 
potential tenants. This is one of the reasons why it is important for a 
manager to maintain good relations with the tenants, the press and the public 
at large. 
A prepared press release is another way to enhance the appeal of a property. 
These press releases should highlight the property's significant features, 
such as, size, amenities and historical importance. 
4.3.6.3 Personal selling 
This type of marketing takes place when a prospective tenant comes to the 
property manager's office according to Kyle and Baird [1]. It is the property 
manager's job to convince the customer that this unit is more advantageous 
than any other available in the area. This is why a property manager needs 
selling skills. Selling skills involve qualifying, creating interest and desire, 
dealing with objections, negotiating and closing techniques. It is the 
property manager's duty to be open to possible negotiations on certain issues 
when the lease is drawn up. 
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4.4 APPLICABILITY OF PROPERTY MANAGEMENT TO SOCIAL 
HOUSING 
From the above the six elements of property management were discussed. 
This is of particular importance to SHis as the problems of SHis can mostly 
be addressed by good property management practices. This is because some 
of the main problems in social housing are management problems i.e. rent 
collection and maintenance issues. Clearly these problems can be alleviated 
and adequately addressed by property management processes. The 
relevance is thus that property management can be used as a tool to solve 
many of the problems in social housing. 
4.5SUMMARY 
Paragraph 4.2 gave a brief overview of restrictions in current property 
management practices within the social housing environment. The main 
restrictions of property management practices were highlighted as the 
following: 
• Rent boycotts 
• Poor relationship management 
• Minimal tenant participation 
• Maintenance issues 
• High arrears on rentals 
• System problems 
Appropriate property management techniques were described in paragraph 
4.3. The main elements of property management were described as: 
• Lease management 
• Tenant administration 
• Risk management 
• Maintenance management 
• Financial management 
• Marketing management 
A brief overview on the applicability of property management to social 
housing was given in paragraph 4.4. 
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4.6 CONCLUSION 
It is evident that there are many restrictions in current property management 
practices within the social housing environment. Some of these restrictions 
were highlighted. It is important to recognise -that effective property 
management practices can help in alleviating these restrictions. To achieve 
this the main elements of property management will have to be introduced 
and effectively managed. 
Chapter 5 will aim to introduce a strategy, using the elements of property 
management, to ensure sustainable SHis. 
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CHAPTERS 
MARKET SURVEY AND STRATEGY FORMULATION 
5.1 INTRODUCTION 
This chapter comprises two sections. Firstly the market survey and secondly 
the strategy formulation. This chapter is of primary importance to this study 
as it considers the practical considerations of social housing in South Africa 
by assessing the findings of market surveys conducted. 
The strategy formulation is the conclusion to the problem statement of the 
study. It proposes a solution of problems and issues that were highlighted 
during the previous chapters. 
5.2 MARKET SURVEY 
In chapter 4 property management was discussed in some depth. To 
determine the effectiveness of property management in the social housing 
environment it is important to assess tenant satisfaction. A tenant satisfaction 
survey in a social housing complex was conducted (see annexure A for the 
questionnaire). Leedy [25] highlighted the importance of a comprehensive 
questionnaire with the following words "Questionnaires should be designed 
to fulfil a specific research objective'. The Policy and Research division of 
the NHFC compiled the questionnaire, with input by the author. This survey 
was carried out by the firm Data Management & Statistical Analysis cc 
(DMSA) on behalf of the NHFC. The research objective was to determine 
the following: 
• The demographic characteristics of the respondents 
• The extent of satisfaction of the beneficiaries 
• The current housing situation and the housing preferences of the 
beneficiaries 
The survey was carried out, in the Gauteng geographical area, with residents 
of the following institutions (names have been changed to protect the 
identities of the institutions): 
• Housing Institution A (HIA) 
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• Housing Institution B (HIB) 
The results of this survey will be analysed in order to make certain 
recommendations on property management practices. Results of another 
relevant survey will also be used and collated into this study. 
5.2.1 Findings of tenant satisfaction survey 
In this section the findings of the tenant satisfaction survey as compiled by 
DMSA [22] will be discussed. See annexure B for detail information 
gathered. Only the main findings will be analysed and discussed in this 
chapter. The findings of another relevant survey will also be analysed and 
discussed in section 5.2.2. 
5.2.1.1 Demographic information and tenant profile 
This section is required to get certain demographic information and a profile 
of the current residents in the social housing environment. 
The key findings are: 
• Gender: the maJonty of the registered owners are males 
approximately 63%. 
• Marital Status: 57% of male and 15% of female registered owners 
are married; 30% of males and 56% females are single. The rest of 
the tenants fall in the other categories. 
• Employment status: the highest percentage about 73% is employed 
in the private sector. The rest about 27% are employed in other 
sectors, this includes employment in the informal ~ctor. 
• Monthly household income: 38% of females earn between R2000 
and R2999 while the highest percentage of men, 32%, earn between 
R4000 and R4999 a month. 
• Children attending schools: On the whole approximately 69% of the 
beneficiaries have children that are attending school. 
• Location of school: 72% of the beneficiaries with children attending 
schools stated that there are no schools close to their place of 
residence. 
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5.2.1.2 Tenant's perception of the housing unit 
This section is important because the delivery of a good quality housing unit 
is one of the aims of social housing. Important aspects of property 
management, with relation to the physical unit itself and the complex are 
also addressed in this section. This section will be divided in two sections 
namely the housing unit and the complex. Only key findings will be 
highlighted. The findings discussed are not necessarily applicable for both 
institutions. Detailed information is available in annexure B. 
The housing unit: 
The following problem areas were identified: 
• The quality of the unit 
• The size of the units (HIB) 
• The safety of the unit (HIB) 
• The ease ofuse of the kitchen 
• The technical standard of the unit 
• The physical comfort of the unit 
• The space for visitors in the unit 
• The lighting in the units 
The following positive areas were identified: 
• The size of the unit (HIA) 
• The safety of the unit (HIA) 
• The privacy of the unit 
• The ease of use of the bathroom 
• The ease of use of other rooms 
• The mental comfort in the unit 
The complex: 
The following problem areas were identified in the complex: 
• Access to health services (HIA) 
• Access to schools 
• Landscaping (HIA) 
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• Children's playground 
• Design of units in complex (HIB) 
• Layout of the different blocks (HIB) 
The following favourable findings were made: 
• The location of the complex 
• The access to the complex 
• The access to shops 
• Access to the workplace 
• The safety of the unit 
• The privacy of the complex 
• The littering in the complex 
• The noise level in the complex 
• The community spirit in the complex 
It should be evident from the above as well as annexure B that a high 
percentage of end-users are overall unhappy with the individual housing 
unit. It is evident that the tenants residing in HIB are overall unhappier than 
those residing in HIA. It must be stated that the units of HIB was an existing 
building that was refurbished and the units of HIA were newly built units. 
The generally high level of unhappiness is the result of lack of tenant 
participation and the lack of tenant education. If proper consultation took 
place from inception many of these problem areas could have been averted. 
This also highlights the important aspect of property management namely 
relationship management. Proper tenant education could also have 
contributed to a more informed decision on the part of tenants. 
It is evident that the general feeling towards the complex is generally more 
positive. These findings highlight the fact that the concept of community 
living in the social housing environment is being accepted by end-users. 
The survey has determined the research objectives namely: 
• The demographic characteristics of respondents as stated m 
paragraph 5.2.1.1 
• The generally unsatisfactory extent of the beneficiaries 
• The current housing situation and housing preferences of 
beneficiaries. 
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5.2.2 Greater Germiston Inner City Housing Corporation survey 
This section will address and discuss the Greater Germiston Inner City 
Housing Corporation. The discussion will be based on the findings of 
Crofton and Venter [35]. Only the sections that reflect on aspects of 
property management will be addressed. The housing provided by GGICHC 
is addressing the need for rental accommodation in the Germiston area. 
The following key findings were made: 
Satisfaction with the unit: 
The research found that tenants are currently satisfied with the units, but not 
completely happy. The following aspects were found to be some of the 
problem areas: 
• The ventilation of the units 
• The size of the units 
• The noise levels in the units 
• The kitchens areas 
• The design of the units 
Some of these problems were also highlighted in the previous survey. It 
must be noted that these units are also newly built units. It is evident that the 
tenants did not have any input with the design of the units. 
Satisfaction with the complex: 
The survey found that the tenants were satisfied, but again not completely 
happy. The problem areas are identified as: 
• The postal delivery system 
• Limited access to washing lines 
• Lack of entertainment areas especially for children 
• Parking 
The following positive findings were made: 
• The location of the complex 
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• The level of safety in the complex 
• The level of integration in the complex 
• The tenants feel at home in the complex 
This section again highlights the current acceptance of community living. 
Management could easily resolve the problems experienced. 
Satisfaction with management: 
The management appeared to be the main frustration of the tenants. The 
tenants were not happy with the following according to Crofton and Venter 
[35]: 
• The management staff and support from management 
• The information provided by management 
• The availability of management after hours and during emergencies 
• The maintenance function of management 
The tenants found the management staff unwilling to assist. The survey also 
found the tenant education sessions not providing the tenants with sufficient 
information. Crofton and Venter [35] highlighted the following: 
• The rights and responsibilities of the tenants 
• The clauses in the lease agreement 
• The various policies and procedures of the organization 
The research also found that tenants would like to play a more important role 
in assisting with the management of the complex. This again states the 
importance of proper relationship management. Many of the other problems 
highlighted are problems that can be addressed by effective property 
management i.e. maintenance management. 
5.2.3 Interpretation of surveys 
Both these surveys highlighted the need for effective property management 
especially with regard to relationship management. It also found that tenants 
are generally unhappy. The following problem areas are evident: 
• The quality of the units 
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• The size of the units 
• The kitchen areas 
• The lack of playgrounds 
• Maintenance issues 
• Support from management 
• Parking 
Tenants are in general unhappy about the sizes of units but it must be stated 
that if bigger units are built it will affect the affordability levels of the end-
users. To solve this problem a selection of one-bedroom, two-bedroom and 
three-bedroom units are available in most social housing developments. It 
was found that tenants are in general satisfied with the complex they are 
residing in. The following positive areas were identified: 
• The safety of the complex 
• The privacy of the units 
• The location 
• The noise levels 
• The design of the units in the complex 
The tenants are also satisfied with the communal living in the complex. This 
is very important because it forms the basis of social housing. The surveys 
also brought forward the importance of proper tenant education. 
5.3 STRATEGY FORMULATION 
The strategy formulation is basically the formulation of a procedure to 
ensure sustainable SHis through effective property management. Pearce and 
Robinson [13] highlighted the importance of a strategy formulation with the 
following words: 
" ... a long-term or grand strategy must be based on a core idea about how 
the firm can best compete in the market place. " 
To answer the problem statement of this dissertation namely, effective 
property management a tool for sustainable social housing institutions, it is 
required to develop a procedure to ensure effective property management in 
SHis. The main findings in the previous chapters will serve as important 
input. 
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It is envisaged that the procedure follows five distinct stages, namely the 
institutional framework, the financial framework, the land and housing 
framework, the property management framework and the sustainability 
framework. Figure 5.1 proposes the procedure to ensure sustainable SHis. 
Stage 1: Institutional Framework 
This stage is the first stage of the study. It proposes to establish a social 
housing institution. This requires an investigation into legal requirements 
and policies applicable to SHis. Paragraph 2.3.1 described the legislative 
and regulatory framework. The legislative framework assesses legislation 
and policies relevant to social housing and the regulatory framework 
investigates the types of tenure available to social housing. The legal 
options are described in table 2.1. This process can be finalized by following 
appropriate application procedures. 
Stage 2: Financial Framework 
Without a financial framework no social housing institution will be able to 
exist. Two avenues of financial support can be explored. Firstly there is 
government with its institutional subsidy. Secondly there are the financial 
organizations, such as the NHFC, which provide loans, see paragraph 2.3.2 
for details. It is recommended that both these avenues for financial support 
should be explored. Table 2.2 further describes the types of funding 
required and the sources available to meet those needs. 
Stage 3: Land and Housing Framework 
This stage focuses on the obtaining of housing stock. The housing stock are 
mainly obtained through building new stock or buying existing stock and 
refurbishments. Land issues in social housing are highlighted in paragraph 
2.3.3. Different types of housing stock are found, namely the single-family 
homes and the multi family residences as described in paragraph 2.3.4. 
Stage 4: Property Management Framework 
This stage focuses on the property management practices such as lease 
management, tenant administration, risk management, maintenance 
management, financial management and marketing management. The 
property management elements were discussed in some detail in chapter 4. 
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Stage 5: Sustainability Framework 
Stage 5 is the sustainability evaluation and evaluates the compliance to 
sustainability elements. If it is acceptable then sustainability is assured. 
This must however be monitored on an on-going basis. If sustainability is 
unacceptable then the problem areas must be identified and addressed. 
5.4 REFOCUSSING OF PROPERTY MANAGEMENT IN SOCIAL 
HOUSING 
To implement the strategy effectively it is firstly required to refocus property 
management within the social housing environment. It is important to 
recognise that property management in the private sector is mainly a 
business management activity, whereas in the social housing sector the 
human/social components are focussed on more effectively. This was 
highlighted in paragraph 4.2 with the statement of the SHF that a good 
property management system compnses facility management and 
relationship management. 
It is evident from the market survey that good relationship management does 
not always exist in the social housing sector. These issues need to be 
addressed urgently. The process described in figure 5.1 should assist in 
alleviating this problem. 
It is equally important to focus on the main elements of property 
management. These six elements have been identified as: 
• Lease management 
• Tenant administration 
• Risk management 
• Maintenance management 
• Financial management 
• Marketing management 
To apply all these elements in SHis it is recommended to implement the 
strategy tool as formulated in paragraph 5.3. 
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5.5 CONCLUSION 
From this chapter it should be evident that the problem statement of this 
study was achieved. The procedure described in figure 5.1 proposes a 
procedure to ensure sustainable social housing institutions. 
Finally the importance of refocusing on property management in social 
housing with special reference to relationship management was shown. The 
research is concluded in chapter 6 with a summary and final 
recommendations. 
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CHAPTER6 
SUMMARY, FINDINGS AND RECOMMENDATIONS 
6.1 INTRODUCTION 
The problem statement of this dissertation, i.e. effective property 
management a tool for sustainable social housing institutions, was discussed 
in the opening paragraphs of chapter 1. Within the context of budget 
constraints and the shortage of housing experienced by SHis, one of the 
guiding principles of this study was to ensure that SHis are being managed 
in a sustainable manner. Some of the problems experienced by SHis relate 
to property management practices. Effective property management practices 
will not solve all the problems experienced by SHis but it should go a long 
way. The proposed solution regarding a tool for effective property 
management practices in SHis is thus aimed to address these problems. 
In order to achieve the main objective of this dissertation, three aspects had 
to be addressed, namely: 
• The current status quo and related problems of SHis in South Africa 
• The concept of sustainability in SHis 
• Effective property management practices in SHis 
Each of these aspects was addressed individually. In the study it has been 
found that there are many problem areas in SHis and areas such as 
legislation and policies need special attention. The main elements of 
sustainability in SHis were identified as well as the potential role of 
effective property management practices in ensuring sustainability. The 
restrictions and limitations of current property management practices were 
also highlighted. 
6.2 SUMMARY 
The most important aspects of the prevwus chapters are summarised 
hereunder: 
6.2.1 Chapter 2 concluded that the description of social housing could be 
divided into three categories related to the approach, the product and the 
institution. The legislative framework assesses the legislation and policies 
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relevant to social housing; and the regulatory framework describes the types 
of tenure available to social housing in South Africa. 
Financing is a constraint in the social housing sector and institutions such as 
the NHFC have emerged to provide a range of financial products to SHis. 
The social housing product can be divided in the following: 
• Single-family homes 
• Multifamily residences 
International practice has shown that various role players impact on the 
social housing sector, they are: 
• National government 
• Regional government 
• Local government 
• National housing parastatals 
Finally the problems of social housing are summarized as: 
• Policies 
• Legislation 
• Limited financial resources 
• Land issues 
• Limited resources 
• The long time it takes to establish SHis 
• Low rental repayments 
• Bad debts of SHis 
6.2.2 Chapter 3 formulated a definition of sustainability in social housing. It 
also described the five elements of sustainability. These elements involves 
the following: 
• Strategic management 
• Effective and efficient management 
• Sound policies 
• Financial viability 
• Supportive environment 
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6.2.3 Chapter 4 focussed on property management. It highlighted the main 
restrictions in current property management practices as: 
• Rent boycotts 
• Minimal tenant participation 
• Maintenance issues 
• High arrears on rentals 
• System problems 
• Poor relationship management 
Chapter 4 concluded that appropriate property management techniques relate 
to: 
• Lease management 
• Tenant administration 
• Risk management 
• Maintenance management 
• Financial management 
• Marketing management 
6.2.4 Chapter 5 summarized the findings of two market surveys within the 
social housing environment. In addition to this a strategy was formulated to 
ensure effective property management a tool for sustainable social housing 
institutions. This includes a five-stage procedure: 
• Institutional framework 
• Financial framework 
• Land and housing framework 
• Property management framework 
• Sustainability framework 
6.3 FINDINGS 
The following discussion focuses on the most important findings of this 
dissertation: 
6.3.1 SHis face many problems and restrictions. Some of the more pertinent 
Issues are: 
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• Policies 
• Legislation 
• Limited financial resources 
• Land issues 
• Limited resources 
• The long time it takes to establish SHis 
• Low rental repayments 
• Bad debts of SHis 
6.3.2 Effective property management practices may alleviate certain 
restrictions in current property management practices in social housing. 
These restrictions include poor relationship management and minimal tenant 
participation. 
6.3.3 A definition for sustainable SHis was developed. The definition is the 
following: 
"Sustainability of SHis imply the efficient use of resources to provide good 
quality and sufficient quantity of social housing stock for present and future 
generations that are financially viable for the institutions and is achieved 
through strategic management processes and good governance." 
6.3.4 The main restrictions of property management practices, within the 
social housing environment, were found to be the following: 
• Rent boycotts 
• Minimal tenant participation 
• Maintenance issues 
• High arrears on rentals 
• System problems 
• Poor relationship management 
6.3.5 That community living is being accepted by end-users. This integrates 
the community and promotes community participation in property 
management issues. 
6.3.6 The five stage process described in chapter 5 is an appropriate solution 
to ensure sustainable SHis through effective property management. 
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6.4 RECOMMENDATIONS 
Based on the conclusions and findings of this study it is recommended: 
6.4.1 That appropriate property management procedures be implemented by 
SHis. 
6.4.2 That the five stage method as described in chapter 5 (figure 5.1) be 
implemented at SHis as a solution towards ensuring sustainability. 
6.4.3 That the staff of all SHis be educated in property management through 
formal training programmes. 
6.4.4 That end-user education be revised to include more detail about 
specific aspects such as: 
• The lease agreement, instalment sale agreement or sale agreement 
• Rights and responsibilities of end-users 
• Policies and procedures 
6.4.5 That SHis employ suitable candidates for strategic property 
management functions or outsource the functions if required. 
6.4.6 That the relationship between the management of SHis and tenants be 
improved. 
6.4.7 That policies and legislation be formulated specifically for social 
housing. 
6.5 FUTURE RESEARCH 
This dissertation raises an important issue, which may be addressed in future 
research. The issue is: 
End-user education - many problems associated with property management 
relate to end-users not properly educated. The research may focus on all 
aspects of end-user education such as: 
• Agreements (contracts) 
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• Rights and responsibilities of tenants 
• Policies and procedures 
The education provided to end-users by organizations such as HLGC can 
also be analysed. 
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ANNEXURE A 
Tenant Satisfaction Survey Questionnaire 
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Tenant Satisfaction Survey Questionnaire 
(A) Demographic Information 
(a) Gender: 
(i) Male 
(b) Marital Status 
(i) Married (ii) Single 
(ii) Female 
(iii) Divorced 
(iv) Separated (v) Widowed (vi) Living together 
(c) Employment Status 
(i) By government 
(iv) Self employed 
(ii) Private sector 
(v) Unemployed 
(iii) Informally employed 
(d) Monthly Household Income 
(i) R500-R999 
(iii) R2000-R2999 
(v) R4000-R4999 
(vii) R6000-R6999 
(ii) R1000-R1999 
(iv) R3000-R3999 
(vi) R5000-R5999 
(viii) R7000+ 
87 
(B) Tenant's Perception of the Housing Unit 
(a) How do you feel about the following aspects of your housing unit? 
Quality Very Happy Happy Unhappy Very 
Criteria Unhappy 
Size ofUnit 
Safety inside 
_your Unit 
Privacy of 
your Unit 
Ease of use 
of the kitchen 
Ease of use 
of the 
bathroom 
Ease of use 
of other 
rooms 
Technical 
standard of 
the Unit 
Physical 
comfort in 
the Unit 
Mental 
comfort in 
the Unit 
Space for 
your visitors 
Lighting in 
your Unit 
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(ii) How do you feel about the following aspects of your complex? 
Very Happy Happy Unhappy Very 
Unhappy 
Location of 
the complex 
Access to the 
complex 
Access to 
shops 
Access to 
health 
services 
Access to 
schools 
Access to 
your 
workplace 
Safety of the 
complex 
Privacy of 
the complex 
Landscaping 
in the 
complex 
Littering in 
the complex 
Noise level 
in the 
complex 
The layout of 
different 
blocks in the 
complex 
Community 
spirit in the 
complex 
Design of the 
houses in the 
complex 
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(iii) Would you recommend the complex to anyone? 
Answer and explain why? ------------------------------------------------------------
(iv) How long do you plan to live in this housing complex? 
Answer-----------------------------------------------------------------------------------
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ANNEXUREB 
Results of the tenant satisfaction survey 
(SOURCE DMSA [22]) 
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(A) Demographic information 
Table 1: Gender 
Male Female Total 
Institution Number Percent Number Percent Number Percent 
HIA 23 51 22 49 45 100 
HIB 15 75 5 25 20 100 
Table 2: Marital status 
Male Female Total 
Marital Number Percent Number Percent Number Percent 
status 
Married 21 56 4 15 25 39 
Single 11 30 15 55 26 41 
Divorced 4 15 4 6 
Widowed 1 3 1 4 2 3 
Living 4 11 3 11 7 11 
together 
Total 37 100 27 100 64 100 
Table 3: Employment status 
Male Female Total 
Employment Number Percent Number Percent Number Percent 
status 
Government 5 13 1 4 6 9 
Private 27 73 20 74 47 74 
sector 
Informally 1 3 1 4 2 3 
employed 
Self 3 8 3 11 6 9 
employed 
Unemployed 1 3 2 7 3 5 
Total 37 100 27 100 64 100 
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Table 4: Monthly household income 
Monthly Male Female Total 
household 
income 
RO-R999 1 3 1 4 2 3 
RlOOO- 5 14 1 4 6 10 
R1999 
R2000- 6 16 9 37 15 25 
R2999 
R3000- 5 13 5 21 10 16 
R3999 
R4000- 12 32 6 25 18 30 
R4999 
RSOOO- 4 11 1 4 5 8 
R5999 
R6000-
R6999 
R7000+ 4 11 1 4 5 8 
Total 37 100 24 100 61 100 
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(B) Tenant's perception of the housing unit 
Table 5: How do you feel about the following aspects of your housing 
unit? 
Percent Percent Percent Percent 
Quality HIA 4 23 39 34 
criteria 
HIB 5 30 45 20 
Size of HIA 9 64 18 9 
unit 
HIB 30 45 25 
Safety HIA 4 69 16 11 
inside 
HIB 5 40 45 10 
HIA 7 49 24 20 
HIB 50 40 10 
Ease of HIA 7 31 49 13 
use of the 
kitchen 
HIB 30 35 35 
Ease of HIA 5 34 32 29 
use of the 
bathroom 
HIB 50 35 15 
Ease of HIA 9 68 16 7 
use of 
other 
rooms 
HIB 30 55 15 
Technical HIA 5 44 29 22 
standard 
of unit 
HIB 35 55 10 
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Physical HIA 5 54 30 11 
comfort in 
the unit 
HIB 35 55 10 
Mental HIA 5 60 23 12 
comfort in 
the unit 
HIB 42 47 11 
Space for HIA 2 48 30 20 
your 
visitors 
HIB 30 35 35 
Lighting HIA 7 23 7 63 
in your 
unit 
HIB 10 35 40 15 
Percent Percent Percent Percent 
Institution 
HIA 6 47 26 21 
HIB 2 36 44 18 
Table 6: How do you feel about the following aspects of your complex? 
Location of HIA 25 61 9 
the com lex 
HIB 25 65 10 
Access to the HIA 9 72 9 9 
com lex 
HIB 21 68 11 
Access to HIA 5 57 27 11 
sho s 
HIB 16 74 10 
Access to HIA 5 35 49 11 
health 
services 
HIB 5 68 16 11 
Access to HIA 10 41 41 8 
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schools 
HIB 71 12 17 
Access to HIA 10 60 16 14 
your 
workplace 
HIB 6 89 5 
Safety of the HIA 5 48 36 11 
complex 
HIB 11 47 26 16 
Privacy of HIA 2 48 33 17 
the complex 
HIB 61 28 11 
Landscaping HIA 3 25 50 22 
of the 
complex 
HIB 14 57 22 7 
Littering in HIA 2 43 32 23 
the complex 
HIB 68 32 
Noise level HIA 5 67 14 14 
in the 
com~lex 
HIB 95 5 
Community HIA 18 64 5 13 
spirit in the 
complex 
HIB 17 61 11 11 
The design HIA 2 46 34 18 
of houses in 
the complex 
HIB 5 16 37 42 
The layout HIA 56 26 18 
of different 
blocks in the 
complex 
HIB 17 50 33 
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Institution Percent Percent Percent Percent 
HIA 7 49 29 15 
HIB 8 58 20 14 
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ANNEXUREC 
Organizational structure of a maintenance department 
Source Cloete [4] 
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\.0 
\.0 
I Handyman 
l 
I Manager: Maintenance l 
Asst. Manager Cleaning Assistant Manager Maintenance: 
Maintenance: advisor Structural 
Electr & Mech 
------------------------------· 
-------------------------------
Workshop foreman Caretakers I Clerical staff I Building inspector 
Artisans Cleaning staff 
Workshop 
foreman 
Artisans l 
~ Handyman l 
Artisan's assistants 
Artisan's assistants 
